Factors influencing customer service delivery of electronic banking services in Malaysian banking industry: a structural equation modelling approach by Abubakar, Aliyu Alhaji
FACTORS INFLUENCING CUSTOMER SERVICE 
DELIVERY OF ELECTRONIC BANKING SERVICES 
IN MALAYSIAN BANKING INDUSTRY: 
A STRUCTURAL EQUATION MODELLING 
APPROACH 
Aliyu Alhaji Abubakar 
A thesis submitted in 
fulfillment of the requirement for the award of the 
Degree of Doctor of Philosophy 
FACULTY OF TECHNOLOGY MANAGEMENT AND BUSINESS 
UNIVERSITI TUN HUSSEIN ONN MALAYSIA 
AUGUST 2014 
Abstract 
Electronic Banking Services (EBS's) are important in today's competitive bank- 
ing markets. Research into the adoption and use of EBS's worldwide has largely 
focused on the determinants of EBS's adoption, not customer service delivery. 
With the Kano model, this thesis has evaluated the factors that influence cus- 
toxner satisfaction toward service delivery of EBS's in Malaysia. 
The methodology employed was quantitative; however, qualitative ap- 
proaches were also included to support the development of the research instru- 
ment. An online survey was carried out using convenience sampling, and sup- 
ported by snowball sampling. Exploratory factor analysis (EFA) , confirmatory 
factor analysis (CFA) and analysis of moment structures were used to test the 
validity and reliability of the conceptual research model. 
,' 
The survey results supported nine of the twelve hypotheses from the con- 
ceptual research model. This validates the use of the modified Kano model when 
analysing the customer service delivery of EBS's among customers of commercial 
banks in Malaysia. 
This research has only been applied to Malaysian commercial banks, and 
further testing across different industries and countries is needed to generalise the 
findings. 
The researchers conclude that Malaysian banks can improve customer ser- 
vice delivery with EBS's (online banking, mobile banking, ATMs) by focusing on 
the three behavioural factors of security, convenience and cost. 
In summary, this thesis lzas tested and modified the Kano rnodel for use 
in the context of EBS's. 
Abstrak 
Khidmat perbankan elektronik (EBS) adalah penting dalarn pasaran perbankan 
yang kompetitif hari ini. Icajian dalam penggunaan dan penerimaan EBS di selu- 
ruh dunia telah memberi tumpuan meluas dalam menentukan penggunaan EBS, 
bukannya penyampaian khidmat kepada pelanggan. Dengan model Kano, tesis 
ini telah menilai faktor-faktor yang mernpengaruhi kepuasan pelanggan terhadap 
penyampaian khidmat EBS di Malaysia. 
Kaedah digunakan iaIah kuantitatif, narnun, pendekatan kualitatif juga 
digunakan untuk menyokong pembangunan instrumen kajian. Satu kaji selidik 
dalam talian telah dibuat menggunakan persampelan mudah, dan disokong oleh 
persampelan bola salji. Analisis faktor pen~elajahan (EFA), Analisis faktor pen- 
gukuh (CFA) dan analisis struktur masa telah digunakan untuk menguji kesahan 
,' 
dan kebolehpercayaan kajian model konsep tersebut. 
Keputusan kaji selidik disokong oleh dua belas hipotesis dari kajian model 
konsep. Ini mengesahkan penggunaan model Kano yang diubah suai apabila 
menganalisa penyampaian khidrnat pelanggan dalam EBS di kalangan pelanggan 
di bank-bank komersial di Malaysia. 
Kajian ini hanya diguna pakai kepada bank- bank komersial di Malaysia, 
dan ujian lanjut bagi pelbagai industri dan negara adalah perlu untuk general- 
isasikan kajian ini. 
Para pengkaji menyimpulkan simpulkan bahawa bank-bank di Malaysia 
boleh meningkatkan penyampaian khidmat pelanggan dengan khidmat perbankan 
elektronik (perbankan dalarn talian, perbankan mudah alih, ATM-ATM) dengan 
fokus kepada tiga faktor; iaitu tingkah laku keselamatan, kemudahan dan kos. 
Ringkasnya, tesis ini telah diuji dan mengubah model Kano untuk digu- 
nakan dalam konteks EBS. 
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